
Telephony  
upgrade helps 
gallery  
modernise  
communications

• The National Gallery of Australia (NGA) 
was having issues with a decade old PBX 
phone system and were keen to upgrade 
and transiton to a cloud-based solution.

• A thorough discovery and planning  
process with Insync laid the foundation 
for a seamless transition and swift actual 
changeover that took just a few hours.

• It’s early days but immediate benefits are 
already showing including better team 
collaboration, system reliability and  
significant projected cost savings.



Eventually the hardware would have failed at some point. We 
are a major national cultural institution, and a lot of 
customers call us. We need something that works with little 
to no disruption.

Andrew Hood, NGA
IT Manager

The National Gallery of Australia (NGA) is one of the country’s 
treasured cultural institutions with annual visitors hitting well over 
2.3 million people. Sitting behind that is a relatively small but vital 
team of staff who had been experiencing the lag of an outdated 
legacy telephony system.

“

“

An old PBX (phone) system was falling well behind in terms of what staff and the gallery 
needed. It was unreliable and no longer fitted the changing business needs of a more  
collaborative work culture.

Over a decade old, the system was not only falling behind, it was actually at risk of failing, 
and was so outdated that it was increasingly difficult to do small upgrades like replacing 
handsets.

OBJECTIVE: 

Transition communications system with minimal disruption



Key to the success of the implementation 
was the thorough preparation and workshop 
process that Insync led.

“They put in a process to understand and 
trace every single number,” says Andrew 
Hood. “We had a number of analogue  
services that were being used through the 
PBX and we had to figure out alternatives  
for those.”

The gallery ran a change program, and  
internal training on the features of the new 
system parallel to the project, to prepare 
staff (who range widely in age, profession 
and demographic) for the transition. The 
change over itself took just a few hours  
overnight with no disruption to staff.

“I was quite surprised at how few issues 
we’ve had.” – Andrew Hood, IT Manager, NGA 

Having recently implemented a Windows 10 
upgrade, the gallery had Office 365 licencing 
and were moving a lot of systems over to 
the cloud. Telstra Calling for Office 365 and 
Skype for Business were a logical part of this 
transition.

“It made sense to move to these systems as 
they were already part of the licencing  
package we had. We also desperately  
wanted to move away from managing our 
own infrastructure internally.”  
– Andrew Hood, IT Manager, NGA

A shared procurement process with another 
local organisation of similar size and  
requirements led the NGA to Insync – who 
stood out as the leading partner able to  
provide a cloud-based solution. Other,  
hardware based, competitors were  
considered but they were more costly and 
would have required specialist support.

The gallery needed something simple and  
reliable in place. As Andrew Hood explains: 
“We are a very small organisation so  
managing costs is imperative and it is a  
challenge to have specialist technical skills 
on site.” 

SOLUTION: 

Telstra Calling for Office 365 and Skype for Business

“

“

We are only 2 weeks in and we believe that there is much 
more that the system can do for us to provide a better service 
not only internally for our employees but also our visitors.

Andrew Hood, NGA
IT Manager

“

“



Cost and collaboration 
improve immediately
Some staff were a little nervous about 
the change so the gallery ensured a 
comfortable transition. For example, 
they provided handsets for staff who 
were not yet ready to transition to 
headsets. And while it’s too soon since 
the change to have tracked  
measurable KPIs, Andrew Hood 
reports immediate improvements 
across a number of areas.

Cost savings
While there is no call centre as such at 
the gallery, staff do spend a lot of time 
on calls and there is a high volume 
of international calls that need to be 
made, dealing with artwork and  
personnel from all around the world. 
“One of the main drivers is that we can 
now make calls via Skype with $0 cost,” 
says Andrew Hood. “Long term this will 
save the business a lot of money.”

Better collaboration 
What can look like a simple change 
has a big impact on how staff work  
together. “People can much more  
easily collaborate,” says Andrew 
Hood. “We were doing this to some 
extent anyway but now we can share 
a desktop whilst on a video call and 
work together on a document.”

Requests for more features
Perhaps the best proof of success is that staff have already seen the value of the new system and are 
excited by it. They are now requesting more features, such as call queues. “People are realising they 
can do more and there is a zest for finding out what else they can do,” says Andrew Hood.

More conferencing
With the system so much more  
reliable than the old PBX, staff are 
using key features: “We are seeing 
through Microsoft user reports that 
more people are choosing to use the 
conferencing system more than ever 
because it is now so much easier” says 
Andrew Hood.

OUTCOME AND BENEFITS 



The gallery is still in the early stages of a 
longer digital transformation project. Andrew 
Hood can see a few key steps on the horizon 
including upgrading to Teams and upgrading 
general file storage systems and processes.

“Part of our digital transformation will be 
to reduce how much we need to manage 
internally and farm out to a subscription based 
service, what this means is that we need far 
less skills and expertise internally and that 
is a big driver for us” says Andrew Hood.

Moving further into a new 

digital future
Words of Advice

Being prepared is the primary piece of 
advice Andrew Hood would give. He credits 
the smoothness of the transition in part to 
knowing the current system well, knowing 
what needed to change and providing 
Insync with good information. Working with 
a partner with deep technical expertise, 
like Insync, is also key to success.

“Do the due diligence upfront and it will  
pay off in the implementation.”  
– Andrew Hood, IT Manager, NGA
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